
Home Delivery Satisfaction Survey

1. Please rate your level of satisfaction with the following on a scale from 1 to 5, where 1=Very Satisfied and 5=Very 

Dissatisfied.

1=Very 

Satisfied
2 3 4

5=Very 

Dissatisfied

Response

Count

Overall home delivery service 86.4% (350) 6.7% (27) 3.5% (14) 1.2% (5) 2.2% (9) 405 

Speed of the delivery of items 78.8% (313) 13.1% (52) 4.0% (16) 2.3% (9) 1.8% (7) 397 

Options for returning the materials 84.6% (336) 6.0% (24) 3.5% (14) 2.0% (8) 3.8% (15) 397 

answered question   405 

skipped question   2 

2. Please provide comments, if any, about the above ratings.

Response

Count

 80 

answered question   80 

skipped question   327 

3. How long did it take for your materials to arrive after your initial request through the library?

Response

Percent

Response

Count

 One day or less  3.2%   13 

 Two days  17.7%   71 

 Three to five days  46.0%   185 

 More than five days  19.7%   79 

 I do not remember  13.4%   54 

answered question   402 

skipped question   5 
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4. For which of the following reasons did you request home delivery of the library materials? (Check all that apply.)

Response

Percent

Response

Count

 Convenience  72.8%   292 

 Unable to physically get to the 

library (e.g., too young to drive, do 

not drive, homebound, etc.)

 11.7%   47 

 Lack of time/too busy to get to the 

library
 28.7%   115 

 Library hours are not convenient for 

me
 12.2%   49 

 Other (please specify)  37.2%   149 

answered question   401 

skipped question   6 

5. How did you find out about the availability of home delivery for library materials? (Check all that apply.)

Response

Percent

Response

Count

 The library advertised it on its web 

home page
 45.9%   185 

 Promotions in the library (e.g., 

bookmarks, flyers, posters, etc.)
 11.2%   45 

 The option for home delivery was 

offered in the library catalog or by a 

librarian

 45.2%   182 

 Word of mouth within my community  3.0%   12 

 Other (please specify)  14.1%   57 

answered question   403 

skipped question   4 
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6. How did you return the materials to the library?

Response

Percent

Response

Count

 Postage paid mail return  87.5%   343 

 Took them back to the library  12.5%   49 

 No need to return the item (e.g., an 

article, etc.)
 0.0%   0 

answered question   392 

skipped question   15 

7. Would you personally recommend home delivery of library materials to others?

Response

Percent

Response

Count

 Yes  90.1%   363 

 No  2.0%   8 

 Not sure  7.9%   32 

answered question   403 

skipped question   4 

8. Why would you recommend or not recommend home delivery of library materials to others?

Response

Count

 216 

answered question   216 

skipped question   191 

9. Please provide any comments and/or suggestions, if any, about improving the home delivery service of library materials.

Response

Count

 83 

answered question   83 

skipped question   324 
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10. What is your age?

Response

Percent

Response

Count

 Less than 14 years old  4.6%   18 

 14 to 17 years old  7.9%   31 

 18 to 24 years old  5.3%   21 

 25 to 34 years old  18.5%   73 

 35 to 54 years old  33.9%   134 

 55 to 64 years old  19.2%   76 

 65 or older  10.1%   40 

 Decline to answer  0.5%   2 

answered question   395 

skipped question   12 

11. What is the approximate distance between your home and your local library?

Response

Percent

Response

Count

 Less than 1 mile  10.5%   41 

 1 to 5 miles  31.9%   125 

 6 to 10 miles  24.7%   97 

 11 to 25 miles  21.9%   86 

 26 to 50 miles  9.7%   38 

 More than 50 miles  0.5%   2 

 I don't know  0.8%   3 

answered question   392 

skipped question   15 
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12. How frequently do you think you would use the home delivery service?

Response

Percent

Response

Count

 Weekly  27.9%   111 

 Monthly  34.4%   137 

 Several times a year  22.9%   91 

 Once a year  1.3%   5 

 Less than once a year  0.5%   2 

 Never  3.0%   12 

 Not sure  10.1%   40 

answered question   398 

skipped question   9 

13. If you would use this home delivery service and there is a fee associated with it, how would you prefer to pay?

Response

Percent

Response

Count

 Pay per item  16.7%   64 

 Pay per delivery  21.1%   81 

 Pay a monthly subscription fee  22.4%   86 

 I would not pay for this service  39.8%   153 

answered question   384 

skipped question   23 

14. Why would you not pay for this service?

Response

Count

 133 

answered question   133 

skipped question   274 
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15. If there is a fee associated with this service, at what cost level would you consider it to be a bargain to pay per item?

Response

Percent

Response

Count

 Up to $5  94.9%   56 

 $6 to $10  3.4%   2 

 $11 to $15  0.0%   0 

 $16 to $20  1.7%   1 

 $21 to $25  0.0%   0 

 $26 to $30  0.0%   0 

answered question   59 

skipped question   348 

16. At what cost level would you consider it to be too expensive to pay per item?

Response

Percent

Response

Count

 Up to $5  11.7%   7 

 $6 to $10  66.7%   40 

 $11 to $15  15.0%   9 

 $16 to $20  5.0%   3 

 $21 to $25  0.0%   0 

 $26 to $30  1.7%   1 

answered question   60 

skipped question   347 
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17. If there is a fee associated with this home delivery service, at what cost level would you consider it to be a bargain to pay per 

delivery?

Response

Percent

Response

Count

 Up to $5  86.1%   68 

 $6 to $10  12.7%   10 

 $11 to $15  0.0%   0 

 $16 to $20  1.3%   1 

 $21 to $25  0.0%   0 

 $26 to $30  0.0%   0 

answered question   79 

skipped question   328 

18. At what cost level would you consider it to be too expensive to pay per delivery?

Response

Percent

Response

Count

 Up to $5  7.6%   6 

 $6 to $10  54.4%   43 

 $11 to $15  26.6%   21 

 $16 to $20  6.3%   5 

 $21 to $25  2.5%   2 

 $26 to $30  2.5%   2 

answered question   79 

skipped question   328 
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19. If there is a fee associated with this home delivery service, at what cost level would you consider it to be a bargain for a 

monthly subscription?

Response

Percent

Response

Count

 Up to $5  41.0%   34 

 $6 to $10  41.0%   34 

 $11 to $15  12.1%   10 

 $16 to $20  4.8%   4 

 $21 to $25  1.2%   1 

 $26 to $30  0.0%   0 

answered question   83 

skipped question   324 

20. At what cost level would you consider it to be too expensive for a monthly subscription?

Response

Percent

Response

Count

 Up to $5  2.4%   2 

 $6 to $10  19.5%   16 

 $11 to $15  32.9%   27 

 $16 to $20  23.2%   19 

 $21 to $25  12.2%   10 

 $26 to $30  9.8%   8 

answered question   82 

skipped question   325 
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21. What type of payment options should be available for the home delivery service? (Check all that apply.)

Response

Percent

Response

Count

 Payment by credit card  58.9%   132 

 Payment from a library debit card  41.5%   93 

 Monthly subscription  54.0%   121 

 Other (please specify)  18.3%   41 

answered question   224 

skipped question   183 

22. Please provide any additional comments and/or suggestions you may have about the home delivery service.

Response

Count

 130 

answered question   130 

skipped question   277 
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